
United States R\tent and Tk^vDEMARK Office 



UNITED STATES DEPARTMENT OF COMMERCE 
United States Patent and Trodemark Office 
Addrea: COMMISSIONER OF PATENTS AND TRADEMARKS 
P.O. Box 1450 

Alexandria, Vuginia 22313-1450 
www.uspto.gov 



APPLICATION NO. 



FILING DATE 



FIRST NAMED INVENTOR 



ATTORNEY DOCKET NO. 



CONFIRMATION NO. 



09/480.589 



01/10/2000 



kevin Michael Ruppelt 



9D-EC- 1 9348-Ruppelt-et-al 



4505 



7590 

John S Beulick 
Armstrong Teasdale LLP 
One Metropolitan Square 
Suite 2600 

St Louis, MO 63102 



05/07/2003 



EXAMINER 



VAN DOREN, BETH 



ART UNIT 



PAPER NUMBER 



• 3623 

DATE MAILED: 05/07/2003 



Please find below and/or attached an Office communication concerning this application or proceeding. 



PTO-90C (Rev. 07-01) 



09/480.589 
ffxairiinef 



I 3623 



0„„ Action Sun.».anr ^^^J^^^^w^Do^^ " 
is/are allowed. 

e)0 Cia>- ^^1- ^,je,,edto. ,^,,00 requirement 

1)0 Cla>">^^^-^3,33ubiecttorestrict.onar.d/ore 

1 8)D Claimt^^ — — 

sDTf'^P^*'*"" ; *e- a)a»««*"'.* J«.ain*y»«- 
^ „C™oamordeol3«..o"'=*»; „usC §1"^aH^'"*'^■ 
Attachmentls) , nted lPTO-892) . ,p-ro-948) Another • ' 

1 ^gzz:^^^^::^^ — ^ 



PartofPapefNo 



Office Action summary 




Application/Control Number: 09/480,589 Page 2 
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DETAILED ACTION 

1 . The following is a non-final, first office action on the merits. Claims 1-72 are pending in 
this appUcation. 



Claim Rejections - 35 USC §102 

2. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in a patent granted on an application for patent by another filed in the United 
States before the invention thereof by the applicant for patent, or on an international application by another who 
has fulfilled the requirements of paragraphs (1), (2), and (4) of section 371(c) of this title before the invention 
thereof by the applicant for patent. 

The changes made to 35 U.S.C. 102(e) by the American Inventors Protection Act of 1999 
(AIPA) and the Intellectual Property and High Technology Technical Amendments Act of 2002 
do not apply when the reference is a U.S. patent resulting directly or indirectly from an 
international application filed before November 29, 2000. Therefore, the prior art date of the 
references determined under 35 U.S.C. 102(e) prior to the amendment by the AIPA (pre- AIPA 
35 U.S.C. 102(e)). 

3. Claims 1-6, 9-11, 13, 16, 18-23, 25-27, 28-33, 36-38, 40, 43, 45-50, 52-54, 55-59, 61-68, 
and 70-72 are rejected under 35 U.S.C. 102(e) as being anticipated by Storch et al. (U.S. 
5,920,846). 

4. As per claim 1, Storch et al. teaches a method of enabling scheduling of a service call in a 
computing environment, the method comprising: 
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obtaining product information from a user of the computing environment (See column 

54, lines 1-15, column 55, lines 1-8, column 56, lines 10-25 and 41-51, wherein an order taker 
person or a customer enters product information from a user into the computing environment) ; 
and 

automatically providing to the user at least one available appointment for scheduling a 
service call based on the product information (See column 54, Hnes 1-15 and 66-67, column 55, 
lines 1-8, 18-23, 27-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, 
wherein the user is automatically provided via the computing system at least one appointment at 
which he/she can schedule an appointment for a service house call based on the known product 
information). 

5. As per claim 2, Storch et al. discloses a method wherein the product information 
comprises a location of the product and at least one of a product type, a product manufacturer, 
and a product model number, and wherein the at least one available appointment is based on the 
location of the product (See column 54, lines 1-15, column 55, lines 1-8, 18-23, 27-38, and 45- 
60, and column 56, lines 10-20, wherein the product information includes the location of the 
product (where the service house call needs to happen) and at least the product type), 

6. As per claim 3, Storch et al. discloses a method wherein the automatically providing 
comprises selecting the at least one available appointment from at least one possible appointment 
for at least one service provider (See at least figure 12, column 54, lines 1-15 and 66-67, column 

55, lines 1-8, 18-23, 27-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 
46-58, wherein at least one available appointment is selected from the available appointments 
from at least one service provider associated with the geographic location of the product). 
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7. As per claim 4, Storch et al. discloses a method wherein the automatically providing 
comprises selecting the at least one available appointment from a plurality of appointments, and 
wherein the plurality of appointments are associated with a plurality of service providers at a 
plurality of locations (See at least figure 12, column 54, lines 66-67, colunrn 55, lines 1-8, 18-38, 
and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein at least one 
available appointment time is selected from a plurality of available appointments, these 
appointments being associated with a database containing a plurality of service providers 
(service technicians able to be dispatched to provide service) for a plurality of geographic 
locations). 

8. As per claim 5, Storch et al. discloses a method wherein the automatically providing 
comprises determining in real-time the at least one available appointment (See at least figure 12, 
column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and 
column 58, lines 5-35 and 46-58, wherein real-time appointment availability records are 
maintained in the system and are provided in real-time to the user). 

9. As per claim 6, Storch et al. discloses a method wherein the automatically providing 
comprises determining in real-time the at least one available appointment as unavailable in the 
event another user has selected the at least one available appointment (See at least figure 12, 
column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, colunrn 57, lines 42-54, and 
column 58, lines 5-35 and 46-58, wherein real-time appointment availability records are 
maintained in the system and are provided in real-time to the user. Appointments that have 
already been selected by other users are stored as unavailable and cannot be selected by the 
user). 
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10. As per claim 9, Storch et al. discloses a method fiarther comprising providing to the user a 
suggested nature of a problem based on the product information (See column 56, lines 1-25 and 
41-61, wherein based on the product information the user is provided with a suggested nature of 
the problem based on the historical knowledge of tool on similar product information). 

11. As per claim 10, Storch et al teaches a method further comprising obtaining one of the at 
least one available appointment selected by the user (See at least figure 12, column 54, lines 66- 
67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and column 58, Unes 5-35 
and 46-58, wherein the at least one available appointment time is obtained for the user and is 
stored in association with their service call request). 

12. As per claim 11, Storch et al. discloses a method further comprising notifying a service 
provider of the one of the at least one available appointment selected by the user (See column 54, 
lines 1-10, 40-48, and 65-67, and column 57, lines 25-37, wherein the system of the service 
provider is notified of the due date of the service order and the service order is completed by the 
due date). 

13. As per claim 13, Storch et al. discloses a method further comprising setting the one of the 
at least one available appointment selected by the user as unavailable for other users (See at least 
figure 12, column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42- 
54, and column 58, lines 5-35 and 46-58, wherein the at least one selected available appointment 
is stored in the system as unavailable). | 

14. As per claim 16, Storch et al. discloses a method wherein the obtaining the product 
information at a first computing unit from input of the product information by the user at a 
second computing unit coupled to the first computing unit via a communications network (See 
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column 54, lines 66-67, and column 55, lines 1-10, wherein the product information is obtained 
at a second location from inputting at a first location via a communications network (the 
information is transmitted online)). 

15. As per claim 18, Storch et al. discloses a method wherein said service call is for repair of 
a home appliance (See column 55, lines 28-33, and column 56, lines 10-20, wherein the service 
call is a request for the repair of the home appliance of a phone). 

16. As per claim 19, Storch et al. teaches a method of enabling scheduling of a service call 
for repair of a home appliance in a computing environment, the method comprising: 

obtaining product information at a first computing unit from input of the product 
information by a user at a second computing unit coupled to the first computing unit via a 
communications network (See column 54, lines 1-15 and 66-67, column 55, lines 1-10, column 

56, lines 10-25 and 41-51, wherein an order taker person or a customer enters product 
information from a user into the computing environment. The product information is obtained at 
a second location from inputting at a first location via a communications network (the 
information is transmitted online)); and 

automatically providing from the first computing unit to the second computing unit at 
least one available appointment for scheduling a service call based on the product information 
(See column 54, lines 1-15 and 66-67, column 55, lines 1-10, 18-23, 27-38, and 45-60, column 

57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein the user is automatically provided 
via the computing system's units at least one appointment at which he/she can schedule an 
appointment for a service house call based on the known product information). 
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17. As per claim 20, Storch et al. discloses a method wherein the product information 
comprises a location of the product, and at least one of a product type, a product manufacturer, 
and a product model numbier, and wherein the at least one available appointment is based on the 
location of the product (See column 54, lines 1-15, column 55, lines 1-8, 18-23, 27-38, and 45- 
60, and column 56, lines 10-20, wherein the product information includes the location of the 
product (where the service house call needs to happen) and at least the product type). 

18. As per claim 21, Storch et al. teaches a method wherein the automatically providing 
comprises selecting the at least one available appointment from a plurality of appointments, and 
wherein the plurality of appointments are associated with a plurality of service providers at a 
pluraHty of locations See at least figure 12, column 54, Hnes 66-67, colunrn 55, lines 1-8, 18-38, 
and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein at least one 
available appointment time is selected from a plurality of available appointments, these 
appointments being associated with a database containing a plurality of service providers 
(service technicians able to be dispatched to provide service) for a plurality of geographic 
locations). 

19. As per claim 22, Storch et al. teaches a method wherein the automatically providing 
comprises determining in real-time the at least one available appointment (See at least figure 12, 
column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and 
column 58, lines 5-35 and 46-58, wherein real-time appointment availability records are 
maintained in the system and are provided in real-time to the user). 

20. As per claim 23, Storch et al. discloses a method wherein the automatically providing 
comprises updating in real-time the at least one available appointment as unavailable in the event 
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another user has selected the at least one available appointment (See at least figure 12, column 
54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and column 58, 
lines 5-35 and 46-58, wherein real-time appointment availability records are maintained in the 
system and are provided in real-time to the user. Appointments that have already been selected 
by other users are stored as unavailable and cannot be selected by the user). 

21 . As per claim 25, Storch et al. teaches a method further comprising obtaining one of the at 

least one available appointment selected by the user (See at least figure 12, column 54, lines 66- 

I 
I 

67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 

4 

and 46-58, wherein the at least one available appointment time is obtained for the user and is 
stored in association with their service call request). 

22. As per claim 26, Storch et al. discloses a method comprising notifying a service provider 
of the one the at least one available appointment selected by the user (See column 54, lines 1-10, 
40-48, and 65-67, and column 57, lines 25-37, wherein the system of the service provider is 
notified of the due date of the service order and the service order is completed by the due date). 

23. As per claim 27, Storch et al. discloses a method further comprising setting to one of the 
at least one available appointment selected by the user as unavailable to other users (See at least 
figure 12, column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42- 
54, and column 58, lines 5-35 and 46-58, wherein the at least one selected available appointment 
is stored in the system as unavailable). 

24. As per claims 28-33, 36-38, 40, 43, and 45, claims 28-33, 36-38, 40, 43, and 45 are 
system versions of the methods of claims 1-6, 9-11, 13, 16, and 18, respectively. Therefore, 



• 
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claims 28-33, 36-38, 40, 43, and 45 are rejected using the art relied upon in the rejections of 
claims 1-6, 9-11, 13, 16, and 18, respectively. 

25. As per claims 46-50 and 52-54, claims 46-50 and 52-54 are systems versions of the 
methods of claims 19-23 and 25-27, respectively. Therefore, claims 46-50 and 52-54 are 
rejected using the same art relied upon in the rejections of claims 19-23 and 25-27, respectively. 

26. As per claims 55-59 and 61-63, claims 55-59 and 61-63 are systems versions of the 
methods of claims 19-23 and 25-27, respectively. Therefore, claims 55-59 and 61-63 are 
rejected using the same art relied upon in the rejections of claims 19-23 and 25-27, respectively. 

27. As per claim 64, Storch et al. teaches an article of manufacture comprising: 

at least one computer usable medium having computer readable program code means 
embodied therein for causing the scheduling of a service call for repair of a home appliance (See 
column 54, lines 1-15 and 66-67, column 55, lines 1-10, 18-23, 27-38, and 45-60, column 56, 
lines 10-20, column 57, lines 42-54, and colunm 58, lines 5-35 and 46-58, wherein a service call 
is scheduled for a repair of a home appliance of a phone), the computer readable program code 
means in said article of manufacture comprising: 

computer readable program code means for causing a computer to obtain product 
information at a first computing unit from input of the product information by the user at a 
second computing unit coupled to the first computing unit via a communications network (See 
column 54, lines 1-15 and 66-67, colunm 55, lines 1-10, column 56, lines 10-25 and 41-51, 
wherein an order taker person or a customer enters product information fi:'om a user into the 
computing environment. The product information is obtained at a second location fi-om inputting 
at a first location via a communications network (the information is transmitted online)); and 
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computer readable program code means for causing a computer to provide from the first 
computing unit to the second computing unit at least one available appointment for scheduling a 
service call based on the product information (See column 54, lines 1-15 and 66-67, column 55, 
lines 1-10, 18-23, 27-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46- 
58, wherein the user is automatically provided via the computing system's units at least one 
appointment at which he/she can schedule an appointment for a service house call based on the 
known product information). 

28. As per claims 65-68 and 70-72, claims 65-68 and 70-72 are systems versions of the 
methods of claims 20-23 and 25-27, respectively. Therefore, claims 65-68 and 70-72 are 
rejected using the same art relied upon in the rejections of claims 20-23 and 25-27, respectively 



Claim Rejections - 35 USC § 103 

29. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

30. Claims 7, 8, 12, 14, 15, 17, 24, 34, 35, 39, 41, 42, 44, 51, 60, and 69 are rejected under 35 
U.S.C. 103(a) as being unpatentable over Storch et al. (U.S. 5,920,846) in view of GE Answer 
Center (General Electric Company). The following articles explain the different aspects of the 



GE Answer Center: 
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i. Article "GEA: Making Things Happen-Consumer Friendly" from Appliance 
Manufacturer (referred to herein as reference A); 

ii. Article "Connected to Consumers" by Norman C Remich, Jr. (referred to herein 
as reference B); 

iii. Article "Benefiting from the 'Net" by John S McClenahen (referred to herein as 
reference C); and 

iv. Article "GE Answers Call to Evolve 10-Year-Old Help Line" by Alan Radding 
(referred to herein as reference D). 

31. As per claim 7, Storch et al. discloses a method wherein product information is elicited 
from the user (See column 54, lines 1-7 and 66-67, column 55, lines 1-8, and column 56, lines 1- 
25, wherein product information is elicited from the user). However, Storch et al. does not 
expressly disclose providing suggested product information to the user for use by the user in 
providing the product information. 

GE Answer Center discloses providing suggested product information to the user for use 
by the user in providing the product information (See reference A, page 2, sections 1 and 4, page 
3, section 1, and column 4, section 2, and reference D, page 1, section 1, page 2, section 1, 2, 4, 
and 5, and page 3, section 1, wherein the GE Answer Center is provided product information 
from the consumer based on prompts and questions asked by the representative). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as eliciting information from the customers to aid in the 
communication and identification of the problem of the customer. It is old and well known that a 
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service representative (or the interface acting as a service representative) has specific information 
that must be known in order to help a customer and that the representative (or interface) v^ill gain 
this needed information from the customer by asking questions and receiving answers to these 
questions. Therefore, it would have been obvious to one of ordinary skill in the art at the time of 
the invention to suggest product information to the user so that the user would provide the 
product information in order to better meet the needs of the customer by gaining all the 
information needed to diagnose the customer's situation. 

32. As per claim 8, Storch et al. discloses a method wherein the product information 
comprises at least one of a product type, a product manufacturer, and a product model number 
(See column 54, lines 1-15, column 55, lines 1-8, 18-23, 27-38, and 45-60, and column 56, lines 
10-20, wherein the product information includes at least the product type). However, Storch et 

4 

al. does not expressly disclose suggested product information. 

GE Answer Center discloses suggested' product information (See reference A, page 2, 
sections 1 and 4, page 3, section 1, and column 4, section 2, and reference D, page 1, section 1, 
page 2, section 1, 2, 4, and 5, and page 3, section 1, wherein the GE Answer center provides a 
user with suggested product information that leads the user to provide the necessary 
information). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as eliciting information from the customers to aid in the 
communication and identification of the problem of the customer. It is old and well known that a 
service representative (or the interface acting as a service representative) has specific information 
that must be known in order to help a customer and that the representative (or interface) will gain 
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this needed information from the customer by asking questions and receiving answers to these 
questions. Therefore, it would have been obvious to one of ordinary skill in the art at the time of 
the invention to suggest product information to the user so that the user would provide the 
product information in order to better meet the needs of the customer by gaining all the 
information needed to diagnose the customer's situation. 

33. As per claim 12, Storch et al. teaches a method with a service provider associated with 
the company (See column 54, lines 1-15 and 66-67, column 55, lines 1-8, 18-23, 27-38, and 45- 
60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein service providers are 
associated with the company). However, Storch et al. does not expressly disclose that the service 
provider is at least one of a factory service provider and an authorized service provider. 

GE Answer Center teaches that the service provider is at least one of a factory service 
provider and an authorized service provider (See reference A, page 2, section 3, wherein the 
service provider is an authorized service provider). 

Both Storch et al. and GE Answer Center disclose scheduling service calls with service 
providers for customers based on product information. It would have been obvious to one of 
ordinary skill in the art at the time of the invention to use at least one of factory service provider 
and an authorized service provider in order to increase brand loyalty by providing customers 
with the most quaUfied persons for the servicing job, as stated in reference A, page 2, section 3. 

34. As per claim 14, Storch et al. discloses obtaining and validating product information (See 
column 54, lines 1-17, and column 56, lines 1-24, wherein product information is obtained and 
validated during the service appointment providing process). However, Storch et al. does not 
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expressly disclose validating warranty coverage for the product based on the product 
information. 

GE Answer Center discloses validating warranty coverage for the product based on the 
product information (See reference A, page 2, sections 1-3, and page 3, section 1, reference B, 
page 2, section 2, and reference D, page 2, section 5, wherein the warranty coverage for the 
product is validated based on the product information obtained from the customer). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as confirming product information to ensure the right 
service is provided to a customer (ex.'s offering the right solution to a customer, confirming 
dispatch is needed or not needed, etc.). It is old and well known that products have warranty 
coverages associated with them that explain the terms of the services given with the ownerships. 
It would have been obvious to one of ordinary skill in the art at the time of the invention to 
validate warranty coverage for a product in order to increase brand loyalty by better serving the 
in- warranty customers based on the terms of their warranty and more quickly and accurately 
referring out-of-warranty customers to the appropriate technicians, as stated in reference A, page 
2, section 3. 

35. As per claim 15, Storch et al. teaches a method further comprising obtaining a nature of a 
problem of the product (See column 54, lines 1-8 and 66-67, colmnn 55, lines 1-8 and 60-67, 
column 56, lines 1-21 and 44-55, wherein the nature of the problem is obtained from a customer 
through the service order process). However, Storch et al. does not expressly disclose providing 
do-it-yourself repair information based on the nature of the problem. 
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GE Answer Center teaches obtaining a nature of a problem of the product and providing 

do-it-yourself repair information based on the nature of the problem (See reference A, page 2, 
section 1, page 3, section 1, and page 4, sections 1, 2, and 3, wherein the nature of the problem 
information is obtained and do-it-yourself repair information is provided using the problem 
information). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as trying to not dispatch service providers when a dispatch 
is unnecessary. It would have been obvious to one of ordinary skill in the art at the time of the 
invention to provide do-it-yourself repair information based on the nature of the problem in order 
to reduce the number of service calls by helping a user address simpler problems, thereby saving 
service call appointments for users who truly need the technicians and saving money for the 
company by not imnecessarily dispatching technicians. 

36. As per claim 17, Storch et al. teaches a method wherein a communications network is 
used that is accessible by either the order taker or the customer as well as the technicians (See 
column 54, lines 1-8 and 66-67, column 55, lines 1-8, and column 57, lines 30-38, which 
discloses an on-line accessible communications system wherein the customer or the order taker 
can access information). However, Storch et al. does not expressly discloses that the 
communications network is a global computer network. 

GE Answer Center discloses a global computer network (See reference C, page 1, 
sections 1 and 2, which disclose Web access to the system). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as communicating using a computer communication 
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network. It would have been obvious to one of ordinary skill in the art at the time of the 
invention to use a global network as the coromunications network of Storch et al. in order to 
increase usability of the tool by allowing users and service providers at remote locations access 
to information of the system. Using global communications networks for increased access to 
information from remote locations is old and well known in the art. 

37. As per claims 24, 51, 60, and 69, claims 24, 51, 60, and 69 are all system versions of the 
method of claim 15. Therefore, claims 24, 51, 60, and 69 are all rejected using the same art and 
reasoning rehed upon in the rejections of claim 15. 

38. As per claims 34, 35, 39, 41, 42, and 44, claims 34, 35, 39, 41, 42, and 44 are system 
versions of the method of claims 7, 8, 12, 14, 15, and 17, respectively. Therefore, claims 34, 35, 

39. 41, 42, and 44 are rejected using the same art and reasoning relied upon in the rejections of 
claims 7, 8, 12, 14, 15, and 17, respectively. 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. 

Babayev et al. (U.S. 5,615,121) discloses a system for scheduling service requests. 

Sisley et al. (U.S. 5,737,728) teaches scheduling resource requests for service providers. 

Jenkins et al. (U.S. 5,987,105) teaches a system for interacting with a customer's 
appliance to obtain data used to understand fault and usage information. 

"GE to open new division" (Hampton Roads Business Contact) discloses scheduling 
service calls using product information. 
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Stevens ("How GE uses technology to turn back the clock") teaches a system that elicits 
product information and uses it with a database to interact with a customer. 

Wilfore ("Breaking Down the Barriers to Conmiunication") discloses finding an answer 
and/or locating a distributor in a central GE Answer Center. 

Remich ("Speed Saves the Day") discusses online interactive kiosks that provides 
information to a customer. 

Davenport ("Managing Customer Knowledge") teaches a database based on product 
information. 

"A Dozen years of Having all the Answers" (Dealerscope Merchandising) discloses 
location information as product information and fixing problems without having to send a 
service provider. 

Tax et al. ("Recovering and learning from service failure") discloses managing customer 
relationships and addressing customer problems based on product information. 

Voyles ("Calls help companies give us what we want") teaches consumer databases that 
field customer questions and give do-it-yourself information, etc. based on product information. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Beth Van Doren whose telephone number is (703) 305-3882. 
The examiner can normally be reached on M-F, 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessfiil, the examiner's 
supervisor, Tariq Hafiz can be reached on (703) 305-9643. The fax phone numbers for the 
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organization where this appUcation or proceeding is assigned are (703) 305-7687 for regular 
communications and (703) 305-7687 for After Final communications. 

Any inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the receptionist whose telephone number is (703) 308-1 113. 

A^130,2003 JuNU'y^^^ 



